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Community of Refuge Trust 
2012 Annual Tenant Satisfaction Survey 
________________________ 

Executive Summary 

 

Background 

The Community of Refuge Trust (CORT) is a non-profit community housing organisation that 

provides affordable, good quality housing for people on low incomes. CORT’s aim this year 

was to benchmark its tenant responses against Housing New Zealand’s tenant responses to 

similar questions.  

 

Method 

All of CORT’s tenants were approached using a telephone survey, followed up by a               

paper-based survey of those who were unobtainable by telephone. In Part A of the survey 

there were 14 questions to assess the quality of housing and services, then 7 questions in Part 

B covered links between housing and wellbeing. Part A was benchmarked against Housing 

New Zealand’s Tenant Satisfaction Survey. 

 

Results 

All 191 of CORT’s tenants were approached. 40.8% responded to the survey. Participants’ 

responding to Part A expressed a very high level of satisfaction with CORT housing and 

services (with all responses in the range of 82% - 95% very/satisfied). When benchmarked 

against Housing New Zealand, CORT tenants showed a moderately higher level of satisfaction 

overall, with a significantly higher rate on three questions. In Part B a range of 68 –85% of 

tenants agreed that CORT housing had a positive effect on their wellbeing.  The main 

limitation of the survey was CORT’s response rate of 40.8%, significantly lower than Housing 

New Zealand’s rate of 78%. Recent studies, however, suggest that a higher rate of responses 

may make little difference to the overall result.  

 

Conclusions and recommendations 

This 2012 Tenant Satisfaction Survey highlighted very significant satisfaction with CORT’s 

housing and services. Although it is uncertain whether the lower-than-expected response rate 

is significant, CORT may ensure a higher response rate in future by using a paper-based survey 

first (which tenants prefer), and offering them an incentive to participate.  

_________ 
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Introduction 
 

The Community of Refuge Trust (CORT) is a non-profit community housing organisation that 

provides affordable, good quality housing for people on low incomes. Because CORT is keen 

to promote the well-being of its tenants, it undertakes an annual survey of tenant satisfaction 

as part of its own ongoing Quality Assurance.  

 

In 2012, for the first time, CORT decided to measure the quality of its housing and services by 

benchmarking the results against Housing New Zealand, the largest housing organisation in 

New Zealand.  

 

Purpose of the Project 
 

CORT aimed to measure the levels of satisfaction amongst its tenants and gain feedback on 

the quality of its services it provides. Topics included tenants’ overall satisfaction with CORT 

as an organisation, communication between staff and tenants, the condition of their home 

and CORT’s maintenance of their property. It also added two new elements to its usual Tenant 

Satisfaction Survey by benchmarking it against Housing New Zealand’s annual survey. 

Secondly CORT wanted to assess the impact of its housing and services on the general  

well-being of its tenants so that it could address any concerns raised, and tailor the way it 

provides services.  

 

Survey Methods  
 

CORT’s 2012 Tenant Satisfaction Survey was divided into two parts.  

 

Part A asked specific questions about CORT‘s housing and services. Fourteen questions were 

based closely on Housing New Zealand’s Annual Common Measurements Tool (CMT) and 

Home Aspects Questionnaire. The responses of CORT’s tenants were then benchmarked 

against Housing New Zealand’s (HNZ) tenant responses in the Auckland region.  

 

Part B asked tenants more general questions about the relationship between CORT housing 

and their well-being. Seven questions covered links between housing and overall well-being, 

happiness, motivation, security, vitality, energy levels and sense of control. These questions 

paralleled one general Housing New Zealand question on tenants’ feeling of control over their 

own life.  

 

Each participant in the survey was identified by a number rather than name. The involvement 

of an outside team of student interns, and a policy of ensuring that staff had no access to the 

results, kept the survey responses anonymous.  
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A focus group of three CORT tenants piloted the questionnaire and simplified it slightly. The 

interviewers and CORT staff prepared a Participation Information Sheet that described the 

survey’s goals, methods, and the tenants’ right to anonymity if they agreed to participate. 

 

The Participation Information Sheet was mailed out to all 191 CORT tenants, inviting them to 

participate in a telephone interview that would take 10–15 minutes. 147 tenants were 

contacted and 63 tenants responded. A paper-based survey was posted to follow up those 

who were unavailable by telephone. 15 of these participated, making the total number of 

responses 78, a response rate of 40.84%.  

 

Results  

Part A – CORT’s housing and services 
 

Table 1: Satisfaction with the organisation  
 Very 

Satisfied 

Satisfied Reasonably 

Satisfied 

Dissatisfied Very 

Dissatisfied 

Don't know 

Question 1: In general, how 

satisfied or dissatisfied are 

you with CORT? 

50 17 8 3 0 0 

64.10% 21.79% 10.26% 3.85% 0 0 

 No Yes Don't 

know 

    

Question 2: Would you say 

that you have trust in 

CORT? 

3 73 2  

3.85% 93.59% 2.56%  

 

Summary: The great majority (90.47%) of participants were very satisfied/satisfied with CORT 

generally. A very small minority (3.85%) were dissatisfied. A similar number expressed trust 

in CORT (93.59%) while 3.85% disagreed.  

 

Note: the summary of responses excludes the category ‘reasonably satisfied’. 
 

Table 2: Satisfaction with housing 
 Very 

Satisfied 

Satisfied Reasonably 

Satisfied 

Dis-

satisfied 

Very Dis-

satisfied 

Don't 

know 

Question 3: How satisfied or 

dissatisfied are you with the house and 

property you live in? 

44 22 11 1 0 0 

56.41% 28.21% 14.10% 1.28% 0.00% 0.00% 

Question 4: How satisfied or 

dissatisfied are you with feeling safe 

in your home? 

45 19 12 2 0 0 

57.69% 24.36% 15.38% 2.56% 0.00% 0.00% 

Question 5: How satisfied or 

dissatisfied are you with the area that 

you live in? 

47 22 7 1 0 1 

60.26% 28.21% 8.97% 1.28% 0.00% 0.00% 
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Summary: The great majority of participants were very satisfied/satisfied with the house and 

property they lived in (84.62%), feeling safe (82.05%), and the area they lived in (88.47%). A 

very small minority were dissatisfied (1.28%, 2.56%, and 1.28%). However on the question of 

feeling safe a higher number were only ‘reasonably satisfied’ than with other questions 

(15.38%). 

 

Table 3: Satisfaction with staff  

 

Summary: A high majority of participants were very satisfied/satisfied with their ease of 

access to staff (94.87%), staff taking time to listen (92.21%), politeness and friendliness 

(94.88%), staff carrying out tasks (91.02%) and being considerate of individual circumstances 

(93.07%). A few participants found access to staff ‘somewhat difficult’ (5.13%). A very small 

minority were dissatisfied with the other issues: 1.30%, 1.28%, 2.56%, and 3.9%. 

 

Table 4: Satisfaction with maintenance 
 Very 

Satisfied 

Satisfied Reasonably 

Satisfied 

Dis-

satisfied 

Very Dis-

satisfied 

Don't 

know 

Non-

participants 

Question 11: How satisfied or 

dissatisfied are you with the 

standard CORT maintains your 

home to?  

41 27 8 0 0 0 0 

55.41% 35.06% 10.39% 0.00% 0.00% 0.00%  

Question 12: How satisfied or 

dissatisfied are you with the last 

repair work or maintenance 

done on your home? 

41 22 11 1 0 2 0 

55.41% 28.57% 14.29% 1.30% 0.00% 2.60%  

Question 13: How satisfied or 

dissatisfied are you with the 

tradesmen who did the 

maintenance? 

38 25 9 1 0 1 4 

51.35% 33.78% 12.16% 1.35% 0.00% 1.35%  

Question 14: How satisfied or 

dissatisfied are you overall with 

the amount of time taken for the 

repairs to be completed? 

40 26 6 0 0 3 3 

53.33% 34.67% 8.00% 0.00% 0.00% 4.00%  

 Strongly 

Agree 

Agree Some-

what 

disagree 

Disagree Strongly 

Disagree 

Don't 

know 

Question 6: It is easy to contact CORT 48 26 4 0 0 0 

61.54% 33.33% 5.13% 0.00% 0.00% 0.00% 

Question 7: CORT staff take the time to listen 

to me 

46 25 5 0 1 1 

58.97% 32.05% 6.41% 0.00% 1.28% 1.28% 

Question 8: CORT staff are polite and friendly 52 22 3 1 0 0 

66.67% 28.21% 3.85% 1.28% 0.00% 0.00% 

Question 9: Staff carried out the tasks they 

agreed to 

46 25 5 1 1 0 

58.97% 32.05% 6.41% 1.28% 1.28% 0.00% 

Question 10: Staff were considerate of my 

individual circumstance 

41 29 3 2 1 2 

52.56% 37.18% 3.85% 2.56% 1.28% 2.56% 
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Summary: A high majority of participants were very satisfied/satisfied with CORT’s standard 

of maintenance (90.47%), the last repair work (83.98%), its tradesmen (85.13%), and time 

taken with repairs (88%). Only one participant for each question was dissatisfied, and for 

repair time none were dissatisfied. 

 

Benchmarking CORT against Housing New Zealand 
 

Table 5: Benchmarking CORT tenants’ satisfaction with the organisation against Housing 

New Zealand tenant satisfaction  
CORT 2012 Annual Tenant Satisfaction Survey Housing New Zealand Tenant Questionnaire 

 Very satisfied/ 

Satisfied 

 Very satisfied/ 

Satisfied 

Q1. In general, how satisfied or 

dissatisfied are you with CORT? 
85.89% 

Q29. Overall, how satisfied or 

dissatisfied are you with 

Housing New Zealand? 

70% 

Q2. Would you say that you have trust 

in CORT? 
93.59% 

Q30. Would you say that you 

have full trust and confidence in 

Housing New Zealand? 

70% 

 

Summary: The majority of both Housing New Zealand Customers and CORT’s Tenants were 

very satisfied/satisfied with their own organisation. However, CORT’s results are slightly 

higher (85.89%) in comparison with Housing New Zealand’s 70%. CORT tenants felt 

significantly higher trust rates (93.59%) than Housing New Zealand Tenants (70%). 

 

Table 6: Benchmarking CORT tenant satisfaction against Housing New Zealand tenant 

satisfaction with housing 
 Very satisfied/ 

Satisfied 

 Very satisfied/ 

Satisfied 

Q3. How satisfied or dissatisfied are 

you with the house and property you 

live in? 

84.62% 

Q2. a) How satisfied or 

dissatisfied are you overall with 

the house and property you live 

in? 

73.00% 

Q4. How satisfied or dissatisfied are 

you with feeling safe in your home? 
82.05% 

Q2. c) How satisfied or 

dissatisfied are you overall that 

your home is a safe place for 

you and your family to live in? 

70% 

Q5. How satisfied or dissatisfied are 

you with the area that you live in? 
88.47% 

Q2. c) How satisfied or 

dissatisfied are you overall that 

your neighbourhood is a safe 

place for you and your family to 

live in? 

70% 

 

Summary: CORT tenants showed slightly higher satisfaction with their housing (84.62%, 

82.05%, and 88.47%) than Housing New Zealand tenants (74%, 70%, and 70%). 
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Table 7: Benchmarking CORT tenant satisfaction against Housing New Zealand tenant 

satisfaction with staff 
 Very satisfied/ 

Satisfied 

 Strongly 

Agree/Agree 

Q7. CORT staff take the time to listen 

to me 
92.21% 

Q115. Satisfaction with taking 

time to listen 
85.00% 

Q8. CORT staff are polite and friendly.  
94.88% 

Q116. Satisfaction with 

politeness and friendliness 
89.00% 

Q9. Staff carried out the tasks they 

agreed to. 91.02% 

Q65. Staff did what they said 

they would do  

 

73.00% 

Q10. CORT staff were considerate of 

my individual circumstances 
93.07% 

Q61. d) How strongly do you 

disagree or agree with: I feel 

my individual circumstances 

were taken into account  

64.00% 

 

Summary: Overall CORT tenants showed slightly higher satisfaction than Housing New 

Zealand tenants on listening, politeness and friendliness. There was a larger difference in 

response to staff carrying out tasks (91.02% compared with HNZ (73%), and consideration for 

individual circumstances (where CORT was substantially higher (93.07%) compared with HNZ 

(64.00%).   

 

 

Table 8. Benchmarking CORT tenant satisfaction against Housing New Zealand tenant 

satisfaction with maintenance 
 Very satisfied/ 

Satisfied 

 Very satisfied/ 

Satisfied 

 Q11. How satisfied or dissatisfied are 

you with the standard CORT maintains 

your home to? 
90.47% 

Q2. f) How satisfied or dissatisfied 

are you overall with the standard 

Housing New Zealand maintains 

your home to? 

59% 

Q12. How satisfied or dissatisfied are 

you with the last repair work or 

maintenance done on your home? 
83.98% 

Q2. g) How satisfied or dissatisfied 

are you overall with the last repair 

work or maintenance done on your 

home? 

68% 

Q13. How satisfied or dissatisfied are 

you with the tradesmen who did the 

maintenance? 

85.13% 

Q2. h) How satisfied or dissatisfied 

are you overall with the contractors 

who did the work? 

71% 

 

Summary: CORT participants showed considerably higher satisfaction than Housing New 

Zealand’s with housing standards, especially on the question of maintenance, where CORT 

responses were 90.47% in favour compared with HNZ, 59%. The other housing responses 

reflected CORT tenants’ satisfaction rates of 83.98%, 85.13% and HNZ: 68%, 71%. 
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Results 

Part B - Wellbeing and housing 

 

Table 9: Wellbeing and housing 
 

Strongly 

Agree 
Agree 

Some-what 

disagree 
Disagree 

Strongly 

Disagree 

Don't 

know 

Non-

particip

ants 

Question 1: Does your current 

Housing situation contribute 

positively to overall wellbeing? 

42 23 8 2 0 1 2 

55.26% 30.26% 10.53% 2.63% 0.00% 1.32%  

Question 2: Does your housing 

situation contribute to your 

happiness? 

40 21 9 4 1 0 3 

53.33% 28.00% 12.00% 5.33% 1.33% 0.00%  

Question 3: Does your housing 

situation contribute to your 

increased motivation? 

33 20 13 8 1 1 2 

43.42% 26.32% 17.11% 10.53% 1.32% 1.32%  

Question 4: Does your housing 

condition contribute to an 

increased sense of security? 

37 21 16 2 0 0 2 

48.68% 27.63% 21.05% 2.63% 0.00% 0.00%  

Question 5: Does your housing 

contribute to your sense of 

vitality?  

32 26 14 6 0 0 0 

40.79% 32.89% 18.41% 7.89% 0.00% 0.00%  

Question 6: Does your current 

housing situation contribute to 

increased energy levels? 

29 23 16 6 1 1 2 

38.16% 30.26% 21.05% 7.89% 1.32% 1.32%  

Question 7: Does your current 

housing enable you to feel 

more in control of your own 

life? 

42 21 9 2 1 0 3 

56.00% 28.00% 12.00% 2.67% 1.32% 0.00%  

 

Summary: These responses showed a strong correlation between tenants’ current housing 

and their general wellbeing. There was a range of 68% to 85% who agreed with statements 

on the effect of their housing on their overall wellbeing.  

 

Note: The category of ‘somewhat disagree’ was excluded from the analysis.  
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Limitations  
 

There are a few limitations in this survey: 

 

1. CORT achieved a response rate of 40.8%, while Housing New Zealand’s response rate 
was 78%. This means that although we can be sure of CORT participants’ satisfaction, 
there is no guarantee that the other 60% feel the same. However, the follow-up of 
CORT tenants who did not participate in the first round showed a similar pattern of 
responses as the first participants’. It is also uncertain how significant the response 
rate is. Recent studies suggest that there is little difference in the type of responses 
that are gained from larger and smaller percentages of the target group. Nevertheless 
the interns considered ways of stimulating a fuller response in the future.  

2. The CORT and HNZ surveys were carried out differently: CORT’s was primarily a 
telephone survey while HNZ’s survey was a paper-based questionnaire. It is difficult 
to gauge which method elicits a franker response.  

3. CORT tenants rely on the service CORT provides and may hesitate to be critical – 
although they were told that the survey was anonymous.  

 

Recommendations for the future  
 

1. In terms of CORT’s housing and services the interns saw little that could be improved. 

2. In terms of future surveys CORT should return to its earlier practice of offering an 
incentive in order to encourage more tenants to respond to its survey. Many tenants 
asked if there was an incentive and some declined because none was offered.  

3. Many tenants stated that they would prefer a paper-based survey. Interviewers could 
follow up by telephone if the response rate was under 50%. 

4. Questions in Part B of the survey could be more specific, to make the link between 
housing and wellbeing more concrete. 
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Conclusion 
 

In the 40% of tenants who responded to this University of Auckland survey there was a very 

high, consistent level of satisfaction with housing provided by the Community of Refuge Trust. 

In the 14 questions in Part A there was a range of 82% to 95% who were either very satisfied 

or satisfied with CORT housing and services. It would be difficult to improve on these results.  

 

In the benchmarking against Housing New Zealand CORT participants recorded a moderately 

higher level of satisfaction than HNZ’s tenants. Responses were significantly higher (more 

than 20% difference) on three questions: ‘Would you say that you have trust in the 

organisation?’; ‘Staff carried out tasks they agreed to’; ‘I feel my individual circumstances 

were taken into account’. 

 

In Part B, on the contribution that CORT housing made to wellbeing, there was a range of 68% 

to 85% who agreed that their current housing affects their wellbeing.  


